
Natural Resources Incidents Report
1/1/2010 to 1/31/2010 as of 2/1/2010

First Contact Resolution 

Natural Resources

Top Number - Total Incidents

Bottom Number - FCR Met

Low Medium Total

Budget and 

Billing

Billing None None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 2
0

0
0

2
0

Capitol 

Desktop 

Support

Application Error None 1

0

0

0

1

0

Novell 

GroupWise

1

0

0

0

1

0

Total 2

0

0

0

2

0

None Novell 

GroupWise

2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 4

0

0

0

4

0

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



Low Medium Total

Capitol 

Desktop 

Support

Mobile Devices Error BlackBerry 

Configuration

1

0

0

0

1

0

Total 1

0

0

0

1

0

None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 6
0

0
0

6
0

Capitol Hosting Server Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Diebold EIS Hardware None None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Printer None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Total 6

0

0

0

6

0

Total 6
0

0
0

6
0



Low Medium Total

Fuel Network Gascard Card Gascard 1

0

0

0

1

0

Total 1

0

0

0

1

0

None Gascard 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 2
0

0
0

2
0

Help Desk _No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Application Error Cisco Secure 

VPN Client

1

0

0

0

1

0

Remedy Asset 

Management

1

1

0

0

1

1

Total 2

1

0

0

2

1

Password PGP 1

1

0

0

1

1

Utah Master 

Directory

5

4

0

0

5

4

Total 6

5

0

0

6

5

Reporting Utah Master 

Directory

1

0

0

0

1

0



Low Medium Total

Help Desk Application Reporting Total 1

0

0

0

1

0

Total 9

6

0

0

9

6

Network Error None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

1

0

0

2

1

Telecom None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Voice Mail None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 2

1

0

0

2

1

Total 14
8

0
0

14
8

Internal 

Application 

Development 

and Support

Application Error Remedy 

Service 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Internal 

Application 

Development 

and Support

Total 1
0

0
0

1
0

Metro C 

Desktop 

Support

_No Tier 2 None None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 2
0

0
0

2
0

Metro C 

Hosting

_No Tier 2 None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Metro D 

Desktop 

Support

_No Tier 2 None Microsoft Office 

2000 Premium 

1

0

0

0

1

0

None 44

0

2

0

46

0

Novell 

ConsoleOne

6

2

0

0

6

2

Novell 

GroupWise 

3

0

0

0

3

0

Symantec 

AntiVirus

2

0

0

0

2

0

Symantec 

Endpoint 

2

0

0

0

2

0

ZENworks for 

Desktops

1

0

0

0

1

0



Low Medium Total

Metro D 

Desktop 

Support

_No Tier 2 None Total 59

2

2

0

61

2

Total 59

2

2

0

61

2

Application Error Microsoft 

Access

0

0

1

0

1

0

Mozilla Firefox 1

0

0

0

1

0

None 6

0

0

0

6

0

Novell 

GroupWise

2

0

0

0

2

0

Total 9

0

1

0

10

0

Reporting None 4

0

0

0

4

0

PGP 1

0

0

0

1

0

Total 5

0

0

0

5

0

Total 14

0

1

0

15

0

Mobile Devices Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Network Error None 1

0

0

0

1

0

Novell Client 

for 32-bit 

2

0

0

0

2

0



Low Medium Total

Metro D 

Desktop 

Support

Network Error Total 3

0

0

0

3

0

Incident None 0

0

1

0

1

0

Total 0

0

1

0

1

0

None None 3

0

0

0

3

0

Novell 

ConsoleOne

1

0

0

0

1

0

Total 4

0

0

0

4

0

Password None 11

3

0

0

11

3

Novell Client 

for 32-bit 

2

0

0

0

2

0

Total 13

3

0

0

13

3

Performance None 1

0

0

0

1

0

Novell Client 

for 32-bit 

1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 22

3

1

0

23

3

PC/Laptop Error None 5

2

0

0

5

2

PGP 1

0

0

0

1

0

Total 6

2

0

0

6

2



Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Hardware None 3

0

1

0

4

0

Total 3

0

1

0

4

0

None None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Password None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Performance None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Virus None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 15

4

1

0

16

4

Print/Copy/Sca

n/Fax

Error Code None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 2

0

0

0

2

0

Remote 

Connectivity

Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Metro D 

Desktop 

Support

Remote 

Connectivity

Total 1

0

0

0

1

0

Telecom Voice Mail Telephone 

Toolbox

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 115
9

5
0

120
9

Metro D 

Hosting

_No Tier 2 None ARCserve for 

NetWare

1

0

0

0

1

0

None 11

0

1

0

12

0

Total 12

0

1

0

13

0

Total 12

0

1

0

13

0

Application None ARCserve for 

NetWare

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 13
0

1
0

14
0

Metro D 

Network

_No Tier 2 None None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 2

0

0

0

2

0



Low Medium Total

Metro D 

Network

Total 2
0

0
0

2
0

Metro D North 

Desktop 

Support

_No Tier 2 None None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Total 3

0

0

0

3

0

Application Password PGP 1

0

0

0

1

0

Total 1

0

0

0

1

0

Reporting Microsoft Word 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

PC/Laptop Error Microsoft 

Windows XP 

1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Wireless 

Connectivity

Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 7
1

0
0

7
1



Low Medium Total

Network 

Operations

_No Tier 2 None None 6

0

0

0

6

0

Total 6

0

0

0

6

0

Total 6

0

0

0

6

0

Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 8
0

0
0

8
0

Rural Central 

Desktop 

Support

_No Tier 2 None None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 2

0

0

0

2

0

Application Error HP all-in-one 

series

1

0

0

0

1

0

Novell 

GroupWise

1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 2

0

0

0

2

0



Low Medium Total

Rural Central 

Desktop 

Support

Network Error None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

PC/Laptop Hardware None 4

3

0

0

4

3

Total 4

3

0

0

4

3

Performance Microsoft 

Windows XP 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Virus Symantec 

Endpoint 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 5

3

1

0

6

3

Print/Copy/Sca

n/Fax

Incident None 2

1

0

0

2

1

Total 2

1

0

0

2

1

Total 2

1

0

0

2

1

Server Error ARCserve for 

NetWare

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0



Low Medium Total

Rural Central 

Desktop 

Support

Total 12
5

2
0

14
5

Rural South 

Desktop 

Support

_No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Application Error None 1

0

0

0

1

0

Symantec 

Endpoint 

1

1

0

0

1

1

Total 2

1

0

0

2

1

None Novell 

GroupWise

1

0

0

0

1

0

PGP 2

0

0

0

2

0

Total 3

0

0

0

3

0

Total 5

1

0

0

5

1

Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

None None 3

3

0

0

3

3



Low Medium Total

Rural South 

Desktop 

Support

Network None Total 3

3

0

0

3

3

Password None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Performance Microsoft 

Windows XP 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Virus Symantec 

AntiVirus

1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 8

5

0

0

8

5

PC/Laptop Hardware None 4

1

0

0

4

1

Total 4

1

0

0

4

1

None None 3

1

0

0

3

1

Total 3

1

0

0

3

1

Performance None 2

1

0

0

2

1

Total 2

1

0

0

2

1

Virus None 1

1

0

0

1

1

Total 1

1

0

0

1

1



Low Medium Total

Rural South 

Desktop 

Support

PC/Laptop Total 10

4

0

0

10

4

Print/Copy/Sca

n/Fax

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

None None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 2

1

0

0

2

1

Server Error None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 26
11

1
1

27
12

Security _No Tier 2 None SurfControl 

Web Filter

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Voice 

Operations

Telecom Call/Receive None 1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Voice 

Operations

Telecom Dial Tone None 1

0

1

0

2

0

Total 1

0

1

0

2

0

None None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Voice Mail None 5

0

0

0

5

0

Total 5

0

0

0

5

0

Total 9

0

1

0

10

0

Total 9
0

1
0

10
0

Total 227
34

11
1

238
35



Low Medium Total

Budget and 

Billing

Billing None None 2

2

0

0

2

2

Total 2

2

0

0

2

2

Total 2

2

0

0

2

2

Total 2
2

0
0

2
2

Capitol 

Desktop 

Support

Application Error None 1

1

0

0

1

1

Novell 

GroupWise

1

1

0

0

1

1

Total 2

2

0

0

2

2

None Novell 

GroupWise

2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 4

2

0

0

4

2

Mobile Devices Error BlackBerry 

Configuration

1

0

0

0

1

0

Total 1

0

0

0

1

0

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



Low Medium Total

Capitol 

Desktop 

Support

Mobile Devices None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 6
2

0
0

6
2

Capitol Hosting Server Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Diebold EIS Hardware None None 3

1

0

0

3

1

Total 3

1

0

0

3

1

Printer None 3

1

0

0

3

1

Total 3

1

0

0

3

1

Total 6

2

0

0

6

2

Total 6
2

0
0

6
2

Fuel Network Gascard Card Gascard 1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Fuel Network Gascard None Gascard 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 2
0

0
0

2
0

Help Desk _No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Application Error Cisco Secure 

VPN Client

1

0

0

0

1

0

Remedy Asset 

Management

1

0

0

0

1

0

Total 2

0

0

0

2

0

Password PGP 1

0

0

0

1

0

Utah Master 

Directory

5

3

0

0

5

3

Total 6

3

0

0

6

3

Reporting Utah Master 

Directory

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 9

3

0

0

9

3



Low Medium Total

Help Desk Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Telecom None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Voice Mail None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 14
3

0
0

14
3

Internal 

Application 

Development 

and Support

Application Error Remedy 

Service 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Metro C 

Desktop 

Support

_No Tier 2 None None 2

2

0

0

2

2



Low Medium Total

Metro C 

Desktop 

Support

_No Tier 2 None Total 2

2

0

0

2

2

Total 2

2

0

0

2

2

Total 2
2

0
0

2
2

Metro C 

Hosting

_No Tier 2 None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Metro D 

Desktop 

Support

_No Tier 2 None Microsoft Office 

2000 Premium 

1

0

0

0

1

0

None 44

5

2

0

46

5

Novell 

ConsoleOne

6

0

0

0

6

0

Novell 

GroupWise 

3

0

0

0

3

0

Symantec 

AntiVirus

2

0

0

0

2

0

Symantec 

Endpoint 

2

0

0

0

2

0

ZENworks for 

Desktops

1

0

0

0

1

0

Total 59

5

2

0

61

5

Total 59

5

2

0

61

5



Low Medium Total

Metro D 

Desktop 

Support

Application Error Microsoft 

Access

0

0

1

1

1

1

Mozilla Firefox 1

1

0

0

1

1

None 6

0

0

0

6

0

Novell 

GroupWise

2

0

0

0

2

0

Total 9

1

1

1

10

2

Reporting None 4

0

0

0

4

0

PGP 1

1

0

0

1

1

Total 5

1

0

0

5

1

Total 14

2

1

1

15

3

Mobile Devices Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Network Error None 1

0

0

0

1

0

Novell Client 

for 32-bit 

2

1

0

0

2

1

Total 3

1

0

0

3

1

Incident None 0

0

1

0

1

0



Low Medium Total

Metro D 

Desktop 

Support

Network Incident Total 0

0

1

0

1

0

None None 3

0

0

0

3

0

Novell 

ConsoleOne

1

0

0

0

1

0

Total 4

0

0

0

4

0

Password None 11

0

0

0

11

0

Novell Client 

for 32-bit 

2

0

0

0

2

0

Total 13

0

0

0

13

0

Performance None 1

0

0

0

1

0

Novell Client 

for 32-bit 

1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 22

1

1

0

23

1

PC/Laptop Error None 5

1

0

0

5

1

PGP 1

0

0

0

1

0

Total 6

1

0

0

6

1

Hardware None 3

0

1

1

4

1

Total 3

0

1

1

4

1



Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop None None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Password None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Virus None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 15

2

1

1

16

3

Print/Copy/Sca

n/Fax

Error Code None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 2

0

0

0

2

0

Remote 

Connectivity

Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Telecom Voice Mail Telephone 

Toolbox

1

0

0

0

1

0



Low Medium Total

Metro D 

Desktop 

Support

Telecom Voice Mail Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 115
10

5
2

120
12

Metro D 

Hosting

_No Tier 2 None ARCserve for 

NetWare

1

0

0

0

1

0

None 11

4

1

1

12

5

Total 12

4

1

1

13

5

Total 12

4

1

1

13

5

Application None ARCserve for 

NetWare

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 13
4

1
1

14
5

Metro D 

Network

_No Tier 2 None None 2

1

0

0

2

1

Total 2

1

0

0

2

1

Total 2

1

0

0

2

1

Total 2
1

0
0

2
1

Metro D North 

Desktop 

Support

_No Tier 2 None None 3

0

0

0

3

0



Low Medium Total

Metro D North 

Desktop 

Support

_No Tier 2 None Total 3

0

0

0

3

0

Total 3

0

0

0

3

0

Application Password PGP 1

0

0

0

1

0

Total 1

0

0

0

1

0

Reporting Microsoft Word 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 2

1

0

0

2

1

PC/Laptop Error Microsoft 

Windows XP 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Wireless 

Connectivity

Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 7
1

0
0

7
1

Network 

Operations

_No Tier 2 None None 6

3

0

0

6

3

Total 6

3

0

0

6

3



Low Medium Total

Network 

Operations

_No Tier 2 Total 6

3

0

0

6

3

Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 8
3

0
0

8
3

Rural Central 

Desktop 

Support

_No Tier 2 None None 2

1

0

0

2

1

Total 2

1

0

0

2

1

Total 2

1

0

0

2

1

Application Error HP all-in-one 

series

1

0

0

0

1

0

Novell 

GroupWise

1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 2

0

0

0

2

0

Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Rural Central 

Desktop 

Support

Network Total 1

0

0

0

1

0

PC/Laptop Hardware None 4

0

0

0

4

0

Total 4

0

0

0

4

0

Performance Microsoft 

Windows XP 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Virus Symantec 

Endpoint 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 5

0

1

0

6

0

Print/Copy/Sca

n/Fax

Incident None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 2

0

0

0

2

0

Server Error ARCserve for 

NetWare

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 12
1

2
0

14
1

Rural South 

Desktop 

Support

_No Tier 2 None None 1

0

0

0

1

0



Low Medium Total

Rural South 

Desktop 

Support

_No Tier 2 None Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Application Error None 1

0

0

0

1

0

Symantec 

Endpoint 

1

0

0

0

1

0

Total 2

0

0

0

2

0

None Novell 

GroupWise

1

0

0

0

1

0

PGP 2

0

0

0

2

0

Total 3

0

0

0

3

0

Total 5

0

0

0

5

0

Network Error None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Incident None 1

1

0

0

1

1

Total 1

1

0

0

1

1

None None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Password None 1

0

0

0

1

0



Low Medium Total

Rural South 

Desktop 

Support

Network Password Total 1

0

0

0

1

0

Performance Microsoft 

Windows XP 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Virus Symantec 

AntiVirus

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 8

2

0

0

8

2

PC/Laptop Hardware None 4

0

0

0

4

0

Total 4

0

0

0

4

0

None None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Performance None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Virus None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 10

0

0

0

10

0

Print/Copy/Sca

n/Fax

Incident None 1

0

0

0

1

0



Low Medium Total

Rural South 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident Total 1

0

0

0

1

0

None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Server Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 26
2

1
0

27
2

Security _No Tier 2 None SurfControl 

Web Filter

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Voice 

Operations

Telecom Call/Receive None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Dial Tone None 1

0

1

0

2

0

Total 1

0

1

0

2

0



Low Medium Total

Voice 

Operations

Telecom None None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Voice Mail None 5

0

0

0

5

0

Total 5

0

0

0

5

0

Total 9

0

1

0

10

0

Total 9
0

1
0

10
0

Total 227
33

11
3

238
36



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Low Medium Total

Budget and 

Billing

Billing None None 2

4.94

0

0.00

2

4.94

Total 2

4.94

0

0.00

2

4.94

Total 2

4.94

0

0.00

2

4.94

Total 2
4.94

0
0.00

2
4.94

Capitol 

Desktop 

Support

Application Error None 1

0.51

0

0.00

1

0.51

Novell 

GroupWise

1

1.90

0

0.00

1

1.90

Total 2

1.20

0

0.00

2

1.20

None Novell 

GroupWise

2

0.25

0

0.00

2

0.25

Total 2

0.25

0

0.00

2

0.25

Total 4

0.73

0

0.00

4

0.73

Mobile Devices Error BlackBerry 

Configuration

1

0.34

0

0.00

1

0.34

Total 1

0.34

0

0.00

1

0.34



Low Medium Total

Capitol 

Desktop 

Support

Mobile Devices None None 1

0.48

0

0.00

1

0.48

Total 1

0.48

0

0.00

1

0.48

Total 2

0.41

0

0.00

2

0.41

Total 6
0.62

0
0.00

6
0.62

Capitol Hosting Server Performance None 1

0.17

0

0.00

1

0.17

Total 1

0.17

0

0.00

1

0.17

Total 1

0.17

0

0.00

1

0.17

Total 1
0.17

0
0.00

1
0.17

Diebold EIS Hardware None None 3

1.32

0

0.00

3

1.32

Total 3

1.32

0

0.00

3

1.32

Printer None 3

1.48

0

0.00

3

1.48

Total 3

1.48

0

0.00

3

1.48

Total 6

1.40

0

0.00

6

1.40

Total 6
1.40

0
0.00

6
1.40

Fuel Network Gascard Card Gascard 1

0.16

0

0.00

1

0.16

Total 1

0.16

0

0.00

1

0.16



Low Medium Total

Fuel Network Gascard None Gascard 1

0.05

0

0.00

1

0.05

Total 1

0.05

0

0.00

1

0.05

Total 2

0.10

0

0.00

2

0.10

Total 2
0.10

0
0.00

2
0.10

Help Desk _No Tier 2 None None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Application Error Cisco Secure 

VPN Client

1

0.00

0

0.00

1

0.00

Remedy Asset 

Management

1

0.42

0

0.00

1

0.42

Total 2

0.21

0

0.00

2

0.21

Password PGP 1

0.00

0

0.00

1

0.00

Utah Master 

Directory

5

1.17

0

0.00

5

1.17

Total 6

1.06

0

0.00

6

1.06

Reporting Utah Master 

Directory

1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 9

0.78

0

0.00

9

0.78



Low Medium Total

Help Desk Network Error None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Incident None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 2

0.00

0

0.00

2

0.00

Telecom None None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Voice Mail None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 2

0.00

0

0.00

2

0.00

Total 14
0.60

0
0.00

14
0.60

Internal 

Application 

Development 

and Support

Application Error Remedy 

Service 

1

0.15

0

0.00

1

0.15

Total 1

0.15

0

0.00

1

0.15

Total 1

0.15

0

0.00

1

0.15

Total 1
0.15

0
0.00

1
0.15

Metro C 

Desktop 

Support

_No Tier 2 None None 2

3.77

0

0.00

2

3.77



Low Medium Total

Metro C 

Desktop 

Support

_No Tier 2 None Total 2

3.77

0

0.00

2

3.77

Total 2

3.77

0

0.00

2

3.77

Total 2
3.77

0
0.00

2
3.77

Metro C 

Hosting

_No Tier 2 None None 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0
0.00

1
0.00

1
0.00

Metro D 

Desktop 

Support

_No Tier 2 None Microsoft Office 

2000 Premium 

1

0.00

0

0.00

1

0.00

None 44

0.21

2

0.00

46

0.20

Novell 

ConsoleOne

6

0.00

0

0.00

6

0.00

Novell 

GroupWise 

3

0.00

0

0.00

3

0.00

Symantec 

AntiVirus

2

0.00

0

0.00

2

0.00

Symantec 

Endpoint 

2

0.00

0

0.00

2

0.00

ZENworks for 

Desktops

1

0.00

0

0.00

1

0.00

Total 59

0.16

2

0.00

61

0.16

Total 59

0.16

2

0.00

61

0.16



Low Medium Total

Metro D 

Desktop 

Support

Application Error Microsoft 

Access

0

0.00

1

1.49

1

1.49

Mozilla Firefox 1

0.91

0

0.00

1

0.91

None 6

0.00

0

0.00

6

0.00

Novell 

GroupWise

2

0.22

0

0.00

2

0.22

Total 9

0.23

1

1.49

10

0.42

Reporting None 4

0.00

0

0.00

4

0.00

PGP 1

0.58

0

0.00

1

0.58

Total 5

0.19

0

0.00

5

0.19

Total 14

0.21

1

1.49

15

0.35

Mobile Devices Error None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Network Error None 1

0.00

0

0.00

1

0.00

Novell Client 

for 32-bit 

2

1.47

0

0.00

2

1.47

Total 3

1.17

0

0.00

3

1.17

Incident None 0

0.00

1

0.00

1

0.00



Low Medium Total

Metro D 

Desktop 

Support

Network Incident Total 0

0.00

1

0.00

1

0.00

None None 3

0.16

0

0.00

3

0.16

Novell 

ConsoleOne

1

0.00

0

0.00

1

0.00

Total 4

0.14

0

0.00

4

0.14

Password None 11

0.05

0

0.00

11

0.05

Novell Client 

for 32-bit 

2

0.30

0

0.00

2

0.30

Total 13

0.11

0

0.00

13

0.11

Performance None 1

0.00

0

0.00

1

0.00

Novell Client 

for 32-bit 

1

0.00

0

0.00

1

0.00

Total 2

0.00

0

0.00

2

0.00

Total 22

0.29

1

0.00

23

0.28

PC/Laptop Error None 5

0.25

0

0.00

5

0.25

PGP 1

0.38

0

0.00

1

0.38

Total 6

0.28

0

0.00

6

0.28

Hardware None 3

0.00

1

0.83

4

0.33

Total 3

0.00

1

0.83

4

0.33



Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop None None 1

2.95

0

0.00

1

2.95

Total 1

2.95

0

0.00

1

2.95

Password None 2

0.21

0

0.00

2

0.21

Total 2

0.21

0

0.00

2

0.21

Performance None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Virus None 2

0.22

0

0.00

2

0.22

Total 2

0.22

0

0.00

2

0.22

Total 15

0.46

1

0.83

16

0.49

Print/Copy/Sca

n/Fax

Error Code None 2

0.29

0

0.00

2

0.29

Total 2

0.29

0

0.00

2

0.29

Total 2

0.29

0

0.00

2

0.29

Remote 

Connectivity

Performance None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Telecom Voice Mail Telephone 

Toolbox

1

0.00

0

0.00

1

0.00



Low Medium Total

Metro D 

Desktop 

Support

Telecom Voice Mail Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 115
0.24

5
0.66

120
0.26

Metro D 

Hosting

_No Tier 2 None ARCserve for 

NetWare

1

0.13

0

0.00

1

0.13

None 11

6.88

1

1.04

12

6.37

Total 12

6.29

1

1.04

13

5.87

Total 12

6.29

1

1.04

13

5.87

Application None ARCserve for 

NetWare

1

0.39

0

0.00

1

0.39

Total 1

0.39

0

0.00

1

0.39

Total 1

0.39

0

0.00

1

0.39

Total 13
5.82

1
1.04

14
5.46

Metro D 

Network

_No Tier 2 None None 2

1.76

0

0.00

2

1.76

Total 2

1.76

0

0.00

2

1.76

Total 2

1.76

0

0.00

2

1.76

Total 2
1.76

0
0.00

2
1.76

Metro D North 

Desktop 

Support

_No Tier 2 None None 3

0.00

0

0.00

3

0.00



Low Medium Total

Metro D North 

Desktop 

Support

_No Tier 2 None Total 3

0.00

0

0.00

3

0.00

Total 3

0.00

0

0.00

3

0.00

Application Password PGP 1

0.35

0

0.00

1

0.35

Total 1

0.35

0

0.00

1

0.35

Reporting Microsoft Word 1

3.21

0

0.00

1

3.21

Total 1

3.21

0

0.00

1

3.21

Total 2

1.78

0

0.00

2

1.78

PC/Laptop Error Microsoft 

Windows XP 

1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Wireless 

Connectivity

Error None 1

0.40

0

0.00

1

0.40

Total 1

0.40

0

0.00

1

0.40

Total 1

0.40

0

0.00

1

0.40

Total 7
0.79

0
0.00

7
0.79

Network 

Operations

_No Tier 2 None None 6

0.53

0

0.00

6

0.53

Total 6

0.53

0

0.00

6

0.53



Low Medium Total

Network 

Operations

_No Tier 2 Total 6

0.53

0

0.00

6

0.53

Network Error None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Performance None 1

0.07

0

0.00

1

0.07

Total 1

0.07

0

0.00

1

0.07

Total 2

0.03

0

0.00

2

0.03

Total 8
0.40

0
0.00

8
0.40

Rural Central 

Desktop 

Support

_No Tier 2 None None 2

1.79

0

0.00

2

1.79

Total 2

1.79

0

0.00

2

1.79

Total 2

1.79

0

0.00

2

1.79

Application Error HP all-in-one 

series

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

1

0.37

0

0.00

1

0.37

Total 2

0.25

0

0.00

2

0.25

Total 2

0.25

0

0.00

2

0.25

Network Error None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00



Low Medium Total

Rural Central 

Desktop 

Support

Network Total 1

0.00

0

0.00

1

0.00

PC/Laptop Hardware None 4

0.00

0

0.00

4

0.00

Total 4

0.00

0

0.00

4

0.00

Performance Microsoft 

Windows XP 

1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Virus Symantec 

Endpoint 

0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 5

0.00

1

0.00

6

0.00

Print/Copy/Sca

n/Fax

Incident None 2

0.00

0

0.00

2

0.00

Total 2

0.00

0

0.00

2

0.00

Total 2

0.00

0

0.00

2

0.00

Server Error ARCserve for 

NetWare

0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 12
0.53

2
0.00

14
0.47

Rural South 

Desktop 

Support

_No Tier 2 None None 1

0.00

0

0.00

1

0.00



Low Medium Total

Rural South 

Desktop 

Support

_No Tier 2 None Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Application Error None 1

0.12

0

0.00

1

0.12

Symantec 

Endpoint 

1

0.00

0

0.00

1

0.00

Total 2

0.08

0

0.00

2

0.08

None Novell 

GroupWise

1

0.00

0

0.00

1

0.00

PGP 2

0.00

0

0.00

2

0.00

Total 3

0.00

0

0.00

3

0.00

Total 5

0.04

0

0.00

5

0.04

Network Error None 1

1.14

0

0.00

1

1.14

Total 1

1.14

0

0.00

1

1.14

Incident None 1

11.88

0

0.00

1

11.88

Total 1

11.88

0

0.00

1

11.88

None None 3

0.00

0

0.00

3

0.00

Total 3

0.00

0

0.00

3

0.00

Password None 1

0.00

0

0.00

1

0.00



Low Medium Total

Rural South 

Desktop 

Support

Network Password Total 1

0.00

0

0.00

1

0.00

Performance Microsoft 

Windows XP 

1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Virus Symantec 

AntiVirus

1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 8

2.60

0

0.00

8

2.60

PC/Laptop Hardware None 4

0.00

0

0.00

4

0.00

Total 4

0.00

0

0.00

4

0.00

None None 3

0.00

0

0.00

3

0.00

Total 3

0.00

0

0.00

3

0.00

Performance None 2

0.00

0

0.00

2

0.00

Total 2

0.00

0

0.00

2

0.00

Virus None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 10

0.00

0

0.00

10

0.00

Print/Copy/Sca

n/Fax

Incident None 1

0.35

0

0.00

1

0.35



Low Medium Total

Rural South 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident Total 1

0.35

0

0.00

1

0.35

None None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 2

0.23

0

0.00

2

0.23

Server Error None 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 26
0.90

1
0.00

27
0.87

Security _No Tier 2 None SurfControl 

Web Filter

1

0.20

0

0.00

1

0.20

Total 1

0.20

0

0.00

1

0.20

Total 1

0.20

0

0.00

1

0.20

Total 1
0.20

0
0.00

1
0.20

Voice 

Operations

Telecom Call/Receive None 1

0.13

0

0.00

1

0.13

Total 1

0.13

0

0.00

1

0.13

Dial Tone None 1

0.14

1

0.17

2

0.16

Total 1

0.14

1

0.17

2

0.16



Low Medium Total

Voice 

Operations

Telecom None None 2

0.07

0

0.00

2

0.07

Total 2

0.07

0

0.00

2

0.07

Voice Mail None 5

0.10

0

0.00

5

0.10

Total 5

0.10

0

0.00

5

0.10

Total 9

0.10

1

0.17

10

0.11

Total 9
0.10

1
0.17

10
0.11

Total 227
0.97

11
0.44

238
0.94



Low Medium Total

Budget and 

Billing

Billing None None 2

1

0

0

2

1

Total 2

1

0

0

2

1

Total 2

1

0

0

2

1

Total 2
1

0
0

2
1

Capitol 

Desktop 

Support

Application Error None 1

0

0

0

1

0

Novell 

GroupWise

1

0

0

0

1

0

Total 2

0

0

0

2

0

None Novell 

GroupWise

2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 4

0

0

0

4

0

Mobile Devices Error BlackBerry 

Configuration

1

0

0

0

1

0

Total 1

0

0

0

1

0

None None 1

0

0

0

1

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



Low Medium Total

Capitol 

Desktop 

Support

Mobile Devices None Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 6
0

0
0

6
0

Capitol Hosting Server Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Diebold EIS Hardware None None 3

2

0

0

3

2

Total 3

2

0

0

3

2

Printer None 3

2

0

0

3

2

Total 3

2

0

0

3

2

Total 6

4

0

0

6

4

Total 6
4

0
0

6
4

Fuel Network Gascard Card Gascard 1

0

0

0

1

0

Total 1

0

0

0

1

0

None Gascard 1

0

0

0

1

0



Low Medium Total

Fuel Network Gascard None Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 2
0

0
0

2
0

Help Desk _No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Application Error Cisco Secure 

VPN Client

1

0

0

0

1

0

Remedy Asset 

Management

1

0

0

0

1

0

Total 2

0

0

0

2

0

Password PGP 1

0

0

0

1

0

Utah Master 

Directory

5

1

0

0

5

1

Total 6

1

0

0

6

1

Reporting Utah Master 

Directory

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 9

1

0

0

9

1

Network Error None 1

0

0

0

1

0



Low Medium Total

Help Desk Network Error Total 1

0

0

0

1

0

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Telecom None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Voice Mail None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 14
1

0
0

14
1

Internal 

Application 

Development 

and Support

Application Error Remedy 

Service 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Metro C 

Desktop 

Support

_No Tier 2 None None 2

2

0

0

2

2

Total 2

2

0

0

2

2



Low Medium Total

Metro C 

Desktop 

Support

_No Tier 2 Total 2

2

0

0

2

2

Total 2
2

0
0

2
2

Metro C 

Hosting

_No Tier 2 None None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0
0

1
1

1
1

Metro D 

Desktop 

Support

_No Tier 2 None Microsoft Office 

2000 Premium 

1

0

0

0

1

0

None 44

3

2

0

46

3

Novell 

ConsoleOne

6

0

0

0

6

0

Novell 

GroupWise 

3

0

0

0

3

0

Symantec 

AntiVirus

2

0

0

0

2

0

Symantec 

Endpoint 

2

0

0

0

2

0

ZENworks for 

Desktops

1

0

0

0

1

0

Total 59

3

2

0

61

3

Total 59

3

2

0

61

3

Application Error Microsoft 

Access

0

0

1

0

1

0



Low Medium Total

Metro D 

Desktop 

Support

Application Error Mozilla Firefox 1

1

0

0

1

1

None 6

0

0

0

6

0

Novell 

GroupWise

2

0

0

0

2

0

Total 9

1

1

0

10

1

Reporting None 4

0

0

0

4

0

PGP 1

1

0

0

1

1

Total 5

1

0

0

5

1

Total 14

2

1

0

15

2

Mobile Devices Error None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Network Error None 1

0

0

0

1

0

Novell Client 

for 32-bit 

2

0

0

0

2

0

Total 3

0

0

0

3

0

Incident None 0

0

1

0

1

0

Total 0

0

1

0

1

0



Low Medium Total

Metro D 

Desktop 

Support

Network None None 3

0

0

0

3

0

Novell 

ConsoleOne

1

0

0

0

1

0

Total 4

0

0

0

4

0

Password None 11

0

0

0

11

0

Novell Client 

for 32-bit 

2

0

0

0

2

0

Total 13

0

0

0

13

0

Performance None 1

0

0

0

1

0

Novell Client 

for 32-bit 

1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 22

0

1

0

23

0

PC/Laptop Error None 5

0

0

0

5

0

PGP 1

0

0

0

1

0

Total 6

0

0

0

6

0

Hardware None 3

0

1

1

4

1

Total 3

0

1

1

4

1

None None 1

1

0

0

1

1



Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop None Total 1

1

0

0

1

1

Password None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Virus None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 15

1

1

1

16

2

Print/Copy/Sca

n/Fax

Error Code None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 2

0

0

0

2

0

Remote 

Connectivity

Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Telecom Voice Mail Telephone 

Toolbox

1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Metro D 

Desktop 

Support

Telecom Total 1

0

0

0

1

0

Total 115
7

5
1

120
8

Metro D 

Hosting

_No Tier 2 None ARCserve for 

NetWare

1

0

0

0

1

0

None 11

3

1

1

12

4

Total 12

3

1

1

13

4

Total 12

3

1

1

13

4

Application None ARCserve for 

NetWare

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 13
3

1
1

14
4

Metro D 

Network

_No Tier 2 None None 2

1

0

0

2

1

Total 2

1

0

0

2

1

Total 2

1

0

0

2

1

Total 2
1

0
0

2
1

Metro D North 

Desktop 

Support

_No Tier 2 None None 3

0

0

0

3

0

Total 3

0

0

0

3

0



Low Medium Total

Metro D North 

Desktop 

Support

_No Tier 2 Total 3

0

0

0

3

0

Application Password PGP 1

1

0

0

1

1

Total 1

1

0

0

1

1

Reporting Microsoft Word 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 2

2

0

0

2

2

PC/Laptop Error Microsoft 

Windows XP 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Wireless 

Connectivity

Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 7
2

0
0

7
2

Network 

Operations

_No Tier 2 None None 6

3

0

0

6

3

Total 6

3

0

0

6

3

Total 6

3

0

0

6

3



Low Medium Total

Network 

Operations

Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 8
3

0
0

8
3

Rural Central 

Desktop 

Support

_No Tier 2 None None 2

1

0

0

2

1

Total 2

1

0

0

2

1

Total 2

1

0

0

2

1

Application Error HP all-in-one 

series

1

0

0

0

1

0

Novell 

GroupWise

1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 2

0

0

0

2

0

Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Rural Central 

Desktop 

Support

PC/Laptop Hardware None 4

0

0

0

4

0

Total 4

0

0

0

4

0

Performance Microsoft 

Windows XP 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Virus Symantec 

Endpoint 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 5

0

1

0

6

0

Print/Copy/Sca

n/Fax

Incident None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 2

0

0

0

2

0

Server Error ARCserve for 

NetWare

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 12
1

2
0

14
1

Rural South 

Desktop 

Support

_No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Rural South 

Desktop 

Support

_No Tier 2 Total 1

0

0

0

1

0

Application Error None 1

0

0

0

1

0

Symantec 

Endpoint 

1

0

0

0

1

0

Total 2

0

0

0

2

0

None Novell 

GroupWise

1

0

0

0

1

0

PGP 2

0

0

0

2

0

Total 3

0

0

0

3

0

Total 5

0

0

0

5

0

Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Incident None 1

1

0

0

1

1

Total 1

1

0

0

1

1

None None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Password None 1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Rural South 

Desktop 

Support

Network Performance Microsoft 

Windows XP 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Virus Symantec 

AntiVirus

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 8

1

0

0

8

1

PC/Laptop Hardware None 4

1

0

0

4

1

Total 4

1

0

0

4

1

None None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Performance None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Virus None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 10

1

0

0

10

1

Print/Copy/Sca

n/Fax

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Rural South 

Desktop 

Support

Print/Copy/Sca

n/Fax

None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Server Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 26
2

1
0

27
2

Security _No Tier 2 None SurfControl 

Web Filter

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Voice 

Operations

Telecom Call/Receive None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Dial Tone None 1

0

1

0

2

0

Total 1

0

1

0

2

0

None None 2

0

0

0

2

0



Low Medium Total

Voice 

Operations

Telecom None Total 2

0

0

0

2

0

Voice Mail None 5

0

0

0

5

0

Total 5

0

0

0

5

0

Total 9

0

1

0

10

0

Total 9
0

1
0

10
0

Total 227
27

11
3

238
30



Low Medium Total

Budget and 

Billing

Billing None None 2

4.94

0

0.00

2

4.94

Total 2

4.94

0

0.00

2

4.94

Total 2

4.94

0

0.00

2

4.94

Total 2
4.94

0
0.00

2
4.94

Capitol 

Desktop 

Support

Application Error None 1

0.51

0

0.00

1

0.51

Novell 

GroupWise

1

1.90

0

0.00

1

1.90

Total 2

1.20

0

0.00

2

1.20

None Novell 

GroupWise

2

0.42

0

0.00

2

0.42

Total 2

0.42

0

0.00

2

0.42

Total 4

0.81

0

0.00

4

0.81

Mobile Devices Error BlackBerry 

Configuration

1

0.36

0

0.00

1

0.36

Total 1

0.36

0

0.00

1

0.36

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



Low Medium Total

Capitol 

Desktop 

Support

Mobile Devices None None 1

47.79

0

0.00

1

47.79

Total 1

47.79

0

0.00

1

47.79

Total 2

24.08

0

0.00

2

24.08

Total 6
8.57

0
0.00

6
8.57

Capitol Hosting Server Performance None 1

0.17

0

0.00

1

0.17

Total 1

0.17

0

0.00

1

0.17

Total 1

0.17

0

0.00

1

0.17

Total 1
0.17

0
0.00

1
0.17

Diebold EIS Hardware None None 3

3.97

0

0.00

3

3.97

Total 3

3.97

0

0.00

3

3.97

Printer None 3

6.15

0

0.00

3

6.15

Total 3

6.15

0

0.00

3

6.15

Total 6

5.06

0

0.00

6

5.06

Total 6
5.06

0
0.00

6
5.06

Fuel Network Gascard Card Gascard 1

0.16

0

0.00

1

0.16

Total 1

0.16

0

0.00

1

0.16



Low Medium Total

Fuel Network Gascard None Gascard 1

0.05

0

0.00

1

0.05

Total 1

0.05

0

0.00

1

0.05

Total 2

0.10

0

0.00

2

0.10

Total 2
0.10

0
0.00

2
0.10

Help Desk _No Tier 2 None None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Application Error Cisco Secure 

VPN Client

1

0.00

0

0.00

1

0.00

Remedy Asset 

Management

1

1.29

0

0.00

1

1.29

Total 2

0.65

0

0.00

2

0.65

Password PGP 1

0.00

0

0.00

1

0.00

Utah Master 

Directory

5

4.64

0

0.00

5

4.64

Total 6

4.21

0

0.00

6

4.21

Reporting Utah Master 

Directory

1

20.72

0

0.00

1

20.72

Total 1

20.72

0

0.00

1

20.72

Total 9

5.32

0

0.00

9

5.32



Low Medium Total

Help Desk Network Error None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Incident None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 2

0.00

0

0.00

2

0.00

Telecom None None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Voice Mail None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 2

0.00

0

0.00

2

0.00

Total 14
3.93

0
0.00

14
3.93

Internal 

Application 

Development 

and Support

Application Error Remedy 

Service 

1

4.66

0

0.00

1

4.66

Total 1

4.66

0

0.00

1

4.66

Total 1

4.66

0

0.00

1

4.66

Total 1
4.66

0
0.00

1
4.66

Metro C 

Desktop 

Support

_No Tier 2 None None 2

9.51

0

0.00

2

9.51



Low Medium Total

Metro C 

Desktop 

Support

_No Tier 2 None Total 2

9.51

0

0.00

2

9.51

Total 2

9.51

0

0.00

2

9.51

Total 2
9.51

0
0.00

2
9.51

Metro C 

Hosting

_No Tier 2 None None 0

0.00

1

7.41

1

7.41

Total 0

0.00

1

7.41

1

7.41

Total 0

0.00

1

7.41

1

7.41

Total 0
0.00

1
7.41

1
7.41

Metro D 

Desktop 

Support

_No Tier 2 None Microsoft Office 

2000 Premium 

1

0.00

0

0.00

1

0.00

None 44

13.61

2

0.00

46

13.15

Novell 

ConsoleOne

6

0.00

0

0.00

6

0.00

Novell 

GroupWise 

3

0.00

0

0.00

3

0.00

Symantec 

AntiVirus

2

1.82

0

0.00

2

1.82

Symantec 

Endpoint 

2

0.98

0

0.00

2

0.98

ZENworks for 

Desktops

1

0.00

0

0.00

1

0.00

Total 59

10.48

2

0.00

61

10.20

Total 59

10.48

2

0.00

61

10.20



Low Medium Total

Metro D 

Desktop 

Support

Application Error Microsoft 

Access

0

0.00

1

1.90

1

1.90

Mozilla Firefox 1

5.60

0

0.00

1

5.60

None 6

0.00

0

0.00

6

0.00

Novell 

GroupWise

2

0.22

0

0.00

2

0.22

Total 9

1.08

1

1.90

10

1.20

Reporting None 4

0.00

0

0.00

4

0.00

PGP 1

47.00

0

0.00

1

47.00

Total 5

15.67

0

0.00

5

15.67

Total 14

6.23

1

1.90

15

5.77

Mobile Devices Error None 1

11.99

0

0.00

1

11.99

Total 1

11.99

0

0.00

1

11.99

Total 1

11.99

0

0.00

1

11.99

Network Error None 1

0.00

0

0.00

1

0.00

Novell Client 

for 32-bit 

2

5.92

0

0.00

2

5.92

Total 3

4.73

0

0.00

3

4.73

Incident None 0

0.00

1

0.00

1

0.00



Low Medium Total

Metro D 

Desktop 

Support

Network Incident Total 0

0.00

1

0.00

1

0.00

None None 3

1.14

0

0.00

3

1.14

Novell 

ConsoleOne

1

0.40

0

0.00

1

0.40

Total 4

0.93

0

0.00

4

0.93

Password None 11

0.18

0

0.00

11

0.18

Novell Client 

for 32-bit 

2

0.32

0

0.00

2

0.32

Total 13

0.22

0

0.00

13

0.22

Performance None 1

0.00

0

0.00

1

0.00

Novell Client 

for 32-bit 

1

0.00

0

0.00

1

0.00

Total 2

0.00

0

0.00

2

0.00

Total 22

1.12

1

0.00

23

1.09

PC/Laptop Error None 5

0.25

0

0.00

5

0.25

PGP 1

11.99

0

0.00

1

11.99

Total 6

3.19

0

0.00

6

3.19

Hardware None 3

0.00

1

2.28

4

0.91

Total 3

0.00

1

2.28

4

0.91



Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop None None 1

4.02

0

0.00

1

4.02

Total 1

4.02

0

0.00

1

4.02

Password None 2

1.58

0

0.00

2

1.58

Total 2

1.58

0

0.00

2

1.58

Performance None 1

0.88

0

0.00

1

0.88

Total 1

0.88

0

0.00

1

0.88

Virus None 2

1.67

0

0.00

2

1.67

Total 2

1.67

0

0.00

2

1.67

Total 15

2.12

1

2.28

16

2.14

Print/Copy/Sca

n/Fax

Error Code None 2

11.18

0

0.00

2

11.18

Total 2

11.18

0

0.00

2

11.18

Total 2

11.18

0

0.00

2

11.18

Remote 

Connectivity

Performance None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Telecom Voice Mail Telephone 

Toolbox

1

0.00

0

0.00

1

0.00



Low Medium Total

Metro D 

Desktop 

Support

Telecom Voice Mail Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 115
6.85

5
1.19

120
6.60

Metro D 

Hosting

_No Tier 2 None ARCserve for 

NetWare

1

2.87

0

0.00

1

2.87

None 11

52.34

1

3.97

12

48.31

Total 12

48.22

1

3.97

13

44.81

Total 12

48.22

1

3.97

13

44.81

Application None ARCserve for 

NetWare

1

1.61

0

0.00

1

1.61

Total 1

1.61

0

0.00

1

1.61

Total 1

1.61

0

0.00

1

1.61

Total 13
44.63

1
3.97

14
41.73

Metro D 

Network

_No Tier 2 None None 2

6.71

0

0.00

2

6.71

Total 2

6.71

0

0.00

2

6.71

Total 2

6.71

0

0.00

2

6.71

Total 2
6.71

0
0.00

2
6.71

Metro D North 

Desktop 

Support

_No Tier 2 None None 3

0.00

0

0.00

3

0.00



Low Medium Total

Metro D North 

Desktop 

Support

_No Tier 2 None Total 3

0.00

0

0.00

3

0.00

Total 3

0.00

0

0.00

3

0.00

Application Password PGP 1

48.44

0

0.00

1

48.44

Total 1

48.44

0

0.00

1

48.44

Reporting Microsoft Word 1

3.21

0

0.00

1

3.21

Total 1

3.21

0

0.00

1

3.21

Total 2

25.82

0

0.00

2

25.82

PC/Laptop Error Microsoft 

Windows XP 

1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Wireless 

Connectivity

Error None 1

98.02

0

0.00

1

98.02

Total 1

98.02

0

0.00

1

98.02

Total 1

98.02

0

0.00

1

98.02

Total 7
29.93

0
0.00

7
29.93

Network 

Operations

_No Tier 2 None None 6

13.56

0

0.00

6

13.56

Total 6

13.56

0

0.00

6

13.56



Low Medium Total

Network 

Operations

_No Tier 2 Total 6

13.56

0

0.00

6

13.56

Network Error None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Performance None 1

5.49

0

0.00

1

5.49

Total 1

5.49

0

0.00

1

5.49

Total 2

2.75

0

0.00

2

2.75

Total 8
10.68

0
0.00

8
10.68

Rural Central 

Desktop 

Support

_No Tier 2 None None 2

11.89

0

0.00

2

11.89

Total 2

11.89

0

0.00

2

11.89

Total 2

11.89

0

0.00

2

11.89

Application Error HP all-in-one 

series

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

1

2.34

0

0.00

1

2.34

Total 2

1.56

0

0.00

2

1.56

Total 2

1.56

0

0.00

2

1.56

Network Error None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00



Low Medium Total

Rural Central 

Desktop 

Support

Network Total 1

0.00

0

0.00

1

0.00

PC/Laptop Hardware None 4

0.00

0

0.00

4

0.00

Total 4

0.00

0

0.00

4

0.00

Performance Microsoft 

Windows XP 

1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Virus Symantec 

Endpoint 

0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 5

0.00

1

0.00

6

0.00

Print/Copy/Sca

n/Fax

Incident None 2

6.18

0

0.00

2

6.18

Total 2

6.18

0

0.00

2

6.18

Total 2

6.18

0

0.00

2

6.18

Server Error ARCserve for 

NetWare

0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 12
4.42

2
0.00

14
3.93

Rural South 

Desktop 

Support

_No Tier 2 None None 1

0.00

0

0.00

1

0.00



Low Medium Total

Rural South 

Desktop 

Support

_No Tier 2 None Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Application Error None 1

20.07

0

0.00

1

20.07

Symantec 

Endpoint 

1

2.04

0

0.00

1

2.04

Total 2

11.06

0

0.00

2

11.06

None Novell 

GroupWise

1

0.00

0

0.00

1

0.00

PGP 2

0.00

0

0.00

2

0.00

Total 3

0.00

0

0.00

3

0.00

Total 5

6.32

0

0.00

5

6.32

Network Error None 1

8.98

0

0.00

1

8.98

Total 1

8.98

0

0.00

1

8.98

Incident None 1

8.61

0

0.00

1

8.61

Total 1

8.61

0

0.00

1

8.61

None None 3

0.00

0

0.00

3

0.00

Total 3

0.00

0

0.00

3

0.00

Password None 1

0.00

0

0.00

1

0.00



Low Medium Total

Rural South 

Desktop 

Support

Network Password Total 1

0.00

0

0.00

1

0.00

Performance Microsoft 

Windows XP 

1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Virus Symantec 

AntiVirus

1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 8

3.52

0

0.00

8

3.52

PC/Laptop Hardware None 4

1.49

0

0.00

4

1.49

Total 4

1.49

0

0.00

4

1.49

None None 3

0.00

0

0.00

3

0.00

Total 3

0.00

0

0.00

3

0.00

Performance None 2

0.00

0

0.00

2

0.00

Total 2

0.00

0

0.00

2

0.00

Virus None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 10

0.68

0

0.00

10

0.68

Print/Copy/Sca

n/Fax

Incident None 1

1.12

0

0.00

1

1.12



Low Medium Total

Rural South 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident Total 1

1.12

0

0.00

1

1.12

None None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 2

0.75

0

0.00

2

0.75

Server Error None 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 26
2.78

1
0.00

27
2.70

Security _No Tier 2 None SurfControl 

Web Filter

1

0.36

0

0.00

1

0.36

Total 1

0.36

0

0.00

1

0.36

Total 1

0.36

0

0.00

1

0.36

Total 1
0.36

0
0.00

1
0.36

Voice 

Operations

Telecom Call/Receive None 1

124.60

0

0.00

1

124.60

Total 1

124.60

0

0.00

1

124.60

Dial Tone None 1

7.20

1

0.24

2

3.72

Total 1

7.20

1

0.24

2

3.72



Low Medium Total

Voice 

Operations

Telecom None None 2

17.53

0

0.00

2

17.53

Total 2

17.53

0

0.00

2

17.53

Voice Mail None 5

2.02

0

0.00

5

2.02

Total 5

2.02

0

0.00

5

2.02

Total 9

19.78

1

0.24

10

17.73

Total 9
19.78

1
0.24

10
17.73

Total 227
10.40

11
1.97

238
10.02

_No Tier 2 YesNone  130.17TIR:TIR Missed:NoneINC000000002762

Yes  857.46TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

_No Tier 2 YesNone  3.78TIR:TIR Missed:NoneINC000000027104

Yes  532.25TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.44TIR:TIR Missed:NoneINC000000048740

Yes  151.64TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 YesNone  6.75TIR:TIR Missed:NoneINC000000051704

Yes  137.47TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

_No Tier 2 NoNone  0.39TIR:TIR Missed:NoneINC000000055858

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000055858

No  0.39TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

Yes  139.41TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

_No Tier 2 YesNone  1.26TIR:TIR Missed:NoneINC000000055924

_No Tier 2 YesNone  1.78TIR:TIR Missed:NoneINC000000055924

No  1.50TTR:TTR Missed:Network Operations Low ClosedNatural Resources

Yes  54.71TTR:TTR Missed:Network Operations Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell ConsoleOneINC000000057287

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000057310

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000057339

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.60TIR:TIR Missed:NoneINC000000057480

No  0.84TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000057950



No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000057957

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell ConsoleOneINC000000057961

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Symantec Endpoint ProtectionINC000000058100

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000058507

No  1.46TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 YesNone  6.62TIR:TIR Missed:NoneINC000000058590

Yes  17.58TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059402

No  0.00TTR:TTR Missed:Network Operations Low ClosedNatural Resources

_No Tier 2 YesNone  3.75TIR:TIR Missed:NoneINC000000059492

No  5.12TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

_No Tier 2 NoNone  0.59TIR:TIR Missed:NoneINC000000059540

No  1.55TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059626

No  0.00TTR:TTR Missed:Help Desk Low ClosedNatural Resources

_No Tier 2 NoNone  0.61TIR:TIR Missed:NoneINC000000059731

No  0.84TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059790

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059792

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059796

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059897

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059950

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.41TIR:TIR Missed:SurfControl Web FilterINC000000060202

No  0.72TTR:TTR Missed:Security Low ClosedNatural Resources

_No Tier 2 NoNone  0.37TIR:TIR Missed:NoneINC000000060210

Yes  8.51TTR:TTR Missed:Network Operations Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000060441

No  0.21TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000060500

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000060502

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000061321

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.35TIR:TIR Missed:NoneINC000000061417

No  1.16TTR:TTR Missed:Metro D Hosting Low ClosedNatural Resources

_No Tier 2 NoNone  0.30TIR:TIR Missed:NoneINC000000061419

Yes  40.47TTR:TTR Missed:Network Operations Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell GroupWise AdministratorINC000000061470



No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 YesNone  1.05TIR:TIR Missed:NoneINC000000061499

No  5.61TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000061716

No  1.51TTR:TTR Missed:Metro D Network Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell GroupWise AdministratorINC000000061853

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062152

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062443

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062593

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062960

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063461

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063468

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063472

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063491

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.55TIR:TIR Missed:NoneINC000000063538

No  29.99TTR:TTR Missed:Rural Central Desktop Support Low ResolvedNatural Resources

_No Tier 2 YesNone  5.29TIR:TIR Missed:NoneINC000000063755

Yes  25.32TTR:TTR Missed:Metro D Network Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063957

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Symantec AntiVirusINC000000064143

No  3.59TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Symantec AntiVirusINC000000064153

No  3.68TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000064958

Yes  70.12TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 YesNone  1.41TIR:TIR Missed:NoneINC000000065417

No  1.41TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell ConsoleOneINC000000065771

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000066129

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000066553

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell ConsoleOneINC000000066629

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell ConsoleOneINC000000066644

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:ZENworks for DesktopsINC000000066751



No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000066827

No  3.73TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.42TIR:TIR Missed:NoneINC000000067044

No  0.95TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Symantec Endpoint ProtectionINC000000067323

No  2.94TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000067500

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000067601

No  2.55TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000067610

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 YesNone  1.91TIR:TIR Missed:NoneINC000000067636

No  3.70TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 YesNone  2.07TIR:TIR Missed:NoneINC000000067714

Yes  7.93TTR:TTR Missed:Metro D Hosting Medium ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000067820

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000067822

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000068156

Yes  14.83TTR:TTR Missed:Metro C Hosting Medium ResolvedNatural Resources

_No Tier 2 YesNone  2.10TIR:TIR Missed:NoneINC000000068165

No  44.00TTR:TTR Missed:Network Operations Low ResolvedNatural Resources

_No Tier 2 YesNone  1.17TIR:TIR Missed:NoneINC000000068377

No  1.17TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Office 2000 Premium SR-1INC000000068513

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.26TIR:TIR Missed:NoneINC000000068632

No  5.98TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

_No Tier 2 NoNone  0.26TIR:TIR Missed:ARCserve for NetWareINC000000068635

No  5.74TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000068677

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000069094

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000069099

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000069109

No  0.00TTR:TTR Missed:Metro D Desktop Support Medium ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell ConsoleOneINC000000069987

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000070037

No  0.08TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 YesNone  7.54TIR:TIR Missed:NoneINC000000070067

Yes  19.02TTR:TTR Missed:Metro C Desktop Support Low ResolvedNatural Resources

_No Tier 2 YesNone  7.54TIR:TIR Missed:NoneINC000000070069



Yes  19.02TTR:TTR Missed:Metro C Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000070161

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell GroupWise AdministratorINC000000070171

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000070601

No  0.00TTR:TTR Missed:Metro D Desktop Support Medium ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000070869

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000071121

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

_No Tier 2 YesNone  1.35TIR:TIR Missed:NoneINC000000071282

No  1.95TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000071469

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000072000

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedNatural Resources

Application YesReporting  1.15TIR:TIR Missed:PGPINC000000051815

Yes  93.99TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoPassword  0.70TIR:TIR Missed:PGPINC000000055004

Yes  96.88TTR:TTR Missed:Metro D North Desktop Support Low ClosedNatural Resources

Application NoReporting  0.00TIR:TIR Missed:Utah Master DirectoryINC000000055309

No  41.44TTR:TTR Missed:Help Desk Low ClosedNatural Resources

Application YesPassword  2.30TIR:TIR Missed:Utah Master DirectoryINC000000058257

No  2.30TTR:TTR Missed:Help Desk Low ClosedNatural Resources

Application YesError  3.79TIR:TIR Missed:Novell GroupWiseINC000000058557

No  3.79TTR:TTR Missed:Capitol Desktop Support Low ClosedNatural Resources

Application NoError  0.84TIR:TIR Missed:Remedy Asset ManagementINC000000058747

No  2.59TTR:TTR Missed:Help Desk Low ClosedNatural Resources

Application NoError  0.00TIR:TIR Missed:NoneINC000000058799

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application YesReporting  6.41TIR:TIR Missed:Microsoft WordINC000000059547

Yes  6.41TTR:TTR Missed:Metro D North Desktop Support Low ClosedNatural Resources

Application NoError  0.00TIR:TIR Missed:HP all-in-one seriesINC000000059903

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

Application YesError  2.99TIR:TIR Missed:Microsoft AccessINC000000060131

No  3.79TTR:TTR Missed:Metro D Desktop Support Medium ClosedNatural Resources

Application NoError  0.00TIR:TIR Missed:NoneINC000000060376

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.00TIR:TIR Missed:NoneINC000000060377

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoReporting  0.00TIR:TIR Missed:NoneINC000000060414

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.30TIR:TIR Missed:Remedy Service Request ManagementINC000000060596

No  9.32TTR:TTR Missed:Internal Application Development and Support Low ClosedNatural Resources

Application YesPassword  1.03TIR:TIR Missed:Utah Master DirectoryINC000000060853

No  6.60TTR:TTR Missed:Help Desk Low ClosedNatural Resources



Application NoError  0.74TIR:TIR Missed:Novell GroupWiseINC000000061437

No  4.68TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

Application NoPassword  0.30TIR:TIR Missed:Utah Master DirectoryINC000000061718

No  0.30TTR:TTR Missed:Help Desk Low ClosedNatural Resources

Application NoReporting  0.00TIR:TIR Missed:NoneINC000000061789

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.23TIR:TIR Missed:NoneINC000000062358

No  40.14TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Application NoError  0.00TIR:TIR Missed:NoneINC000000064001

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Application NoError  0.00TIR:TIR Missed:Symantec Endpoint ProtectionINC000000064382

No  4.08TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

Application NoPassword  0.02TIR:TIR Missed:Utah Master DirectoryINC000000064761

No  18.12TTR:TTR Missed:Help Desk Low ResolvedNatural Resources

Application NoError  0.00TIR:TIR Missed:Cisco Secure VPN ClientINC000000065104

No  0.00TTR:TTR Missed:Help Desk Low ClosedNatural Resources

Application YesPassword  8.07TIR:TIR Missed:Utah Master DirectoryINC000000065181

Yes  19.04TTR:TTR Missed:Help Desk Low ResolvedNatural Resources

Application NoPassword  0.00TIR:TIR Missed:PGPINC000000065378

No  0.00TTR:TTR Missed:Help Desk Low ResolvedNatural Resources

Application NoReporting  0.00TIR:TIR Missed:NoneINC000000065631

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoError  0.00TIR:TIR Missed:NoneINC000000066081

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoNone  0.00TIR:TIR Missed:PGPINC000000066496

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Application NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000066574

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Application YesError  1.02TIR:TIR Missed:NoneINC000000066662

No  1.02TTR:TTR Missed:Capitol Desktop Support Low ResolvedNatural Resources

Application YesError  1.82TIR:TIR Missed:Mozilla FirefoxINC000000066672

Yes  11.19TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoNone  0.00TIR:TIR Missed:PGPINC000000066944

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Application NoNone  0.34TIR:TIR Missed:Novell GroupWiseINC000000067652

Application NoNone  0.67TIR:TIR Missed:Novell GroupWiseINC000000067652

No  0.34TTR:TTR Missed:Capitol Desktop Support Low ResolvedNatural Resources

No  1.32TTR:TTR Missed:Capitol Desktop Support Low ResolvedNatural Resources

Application NoNone  0.77TIR:TIR Missed:ARCserve for NetWareINC000000067826

No  3.23TTR:TTR Missed:Metro D Hosting Low ResolvedNatural Resources

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000067982

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoError  0.00TIR:TIR Missed:NoneINC000000069142

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoReporting  0.00TIR:TIR Missed:NoneINC000000070490

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Application NoError  0.67TIR:TIR Missed:Novell GroupWiseINC000000070699

No  0.67TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources



Billing YesNone  3.30TIR:TIR Missed:NoneINC000000059741

No  3.30TTR:TTR Missed:Budget and Billing Low ClosedNatural Resources

Billing YesNone  16.45TIR:TIR Missed:NoneINC000000060589

Yes  16.45TTR:TTR Missed:Budget and Billing Low ClosedNatural Resources

EIS Hardware NoPrinter  0.19TIR:TIR Missed:NoneINC000000059589

Yes  10.41TTR:TTR Missed:Diebold Low ClosedNatural Resources

EIS Hardware YesPrinter  8.35TIR:TIR Missed:NoneINC000000064332

Yes  23.50TTR:TTR Missed:Diebold Low ResolvedNatural Resources

EIS Hardware NoPrinter  0.35TIR:TIR Missed:NoneINC000000066759

No  2.98TTR:TTR Missed:Diebold Low ResolvedNatural Resources

EIS Hardware YesNone  7.46TIR:TIR Missed:NoneINC000000069971

Yes  13.07TTR:TTR Missed:Diebold Low ResolvedNatural Resources

EIS Hardware NoNone  0.18TIR:TIR Missed:NoneINC000000070072

No  2.39TTR:TTR Missed:Diebold Low ResolvedNatural Resources

EIS Hardware NoNone  0.28TIR:TIR Missed:NoneINC000000070748

Yes  8.36TTR:TTR Missed:Diebold Low ResolvedNatural Resources

Gascard NoCard  0.32TIR:TIR Missed:GascardINC000000060387

No  0.32TTR:TTR Missed:Fuel Network Low ClosedNatural Resources

Gascard NoNone  0.10TIR:TIR Missed:GascardINC000000068053

No  0.10TTR:TTR Missed:Fuel Network Low ResolvedNatural Resources

Mobile Devices NoError  0.69TIR:TIR Missed:BlackBerry ConfigurationINC000000060967

No  0.71TTR:TTR Missed:Capitol Desktop Support Low ClosedNatural Resources

Mobile Devices NoNone  0.95TIR:TIR Missed:NoneINC000000063212

No  95.59TTR:TTR Missed:Capitol Desktop Support Low ResolvedNatural Resources

Mobile Devices NoError  0.00TIR:TIR Missed:NoneINC000000067607

Yes  23.97TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoNone  0.00TIR:TIR Missed:NoneINC000000057926

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

Network NoError  0.00TIR:TIR Missed:NoneINC000000057979

No  0.00TTR:TTR Missed:Help Desk Low ClosedNatural Resources

Network NoPassword  0.60TIR:TIR Missed:NoneINC000000058243

No  2.16TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoNone  0.00TIR:TIR Missed:NoneINC000000059037

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network YesError  5.50TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000059297

No  5.50TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000059785

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000059788

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoPerformance  0.00TIR:TIR Missed:NoneINC000000060071

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoError  0.36TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000060356



No  18.17TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoPerformance  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000060430

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoNone  0.53TIR:TIR Missed:NoneINC000000060481

No  5.35TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoNone  0.00TIR:TIR Missed:NoneINC000000060514

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

Network NoNone  0.00TIR:TIR Missed:NoneINC000000060521

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

Network NoPassword  0.65TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000061172

No  0.70TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000061453

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000061492

No  0.00TTR:TTR Missed:Metro D Desktop Support Medium ClosedNatural Resources

Network NoPassword  0.55TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000062383

No  0.59TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoNone  0.28TIR:TIR Missed:NoneINC000000062647

No  0.37TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000062790

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

Network NoVirus  0.00TIR:TIR Missed:Symantec AntiVirusINC000000063151

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000064150

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Network YesIncident  23.76TIR:TIR Missed:NoneINC000000064403

Yes  17.21TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000065072

No  0.00TTR:TTR Missed:Help Desk Low ClosedNatural Resources

Network NoError  0.00TIR:TIR Missed:NoneINC000000065091

No  0.00TTR:TTR Missed:Network Operations Low ClosedNatural Resources

Network YesError  2.28TIR:TIR Missed:NoneINC000000065913

No  17.97TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Network NoPerformance  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000066565

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Network NoError  0.00TIR:TIR Missed:NoneINC000000067062

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000067316

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoPerformance  0.14TIR:TIR Missed:NoneINC000000068252

No  10.98TTR:TTR Missed:Network Operations Low ResolvedNatural Resources

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000068559

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000068575

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000068673

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoError  0.00TIR:TIR Missed:NoneINC000000069539



No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedNatural Resources

Network NoNone  0.00TIR:TIR Missed:Novell ConsoleOneINC000000069976

No  0.81TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000070637

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000071761

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000058317

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

PC/Laptop YesError  1.52TIR:TIR Missed:NoneINC000000058407

No  1.52TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop YesNone  5.91TIR:TIR Missed:NoneINC000000059242

Yes  8.03TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000059414

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000059502

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.07TIR:TIR Missed:NoneINC000000059732

No  3.89TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.82TIR:TIR Missed:NoneINC000000059814

No  2.79TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000060255

No  1.75TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000060272

Yes  7.46TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000060324

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

PC/Laptop NoError  0.76TIR:TIR Missed:PGPINC000000060369

No  23.99TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000060773

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000061456

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

PC/Laptop NoPassword  0.62TIR:TIR Missed:NoneINC000000062379

No  4.75TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000063224

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000063259

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000063563

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000063580

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000064361

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

PC/Laptop NoPassword  0.00TIR:TIR Missed:NoneINC000000065548

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources



PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000065828

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedNatural Resources

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000065905

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoVirus  0.00TIR:TIR Missed:Symantec Endpoint ProtectionINC000000066219

No  0.00TTR:TTR Missed:Rural Central Desktop Support Medium ResolvedNatural Resources

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000066487

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000066512

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000066528

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

PC/Laptop NoError  0.00TIR:TIR Missed:Microsoft Windows XP Professional [3]INC000000066655

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedNatural Resources

PC/Laptop YesHardware  1.67TIR:TIR Missed:NoneINC000000067174

Yes  4.56TTR:TTR Missed:Metro D Desktop Support Medium ResolvedNatural Resources

PC/Laptop NoPerformance  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000068009

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedNatural Resources

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000070334

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000071430

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000071593

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000071953

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoError Code  0.00TIR:TIR Missed:NoneINC000000059198

No  0.18TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000059746

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000060518

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000061959

No  18.54TTR:TTR Missed:Rural Central Desktop Support Low ClosedNatural Resources

Print/Copy/Scan/Fax NoError Code  0.87TIR:TIR Missed:NoneINC000000065432

No  44.55TTR:TTR Missed:Metro D Desktop Support Low ResolvedNatural Resources

Print/Copy/Scan/Fax NoIncident  0.70TIR:TIR Missed:NoneINC000000067721

No  2.24TTR:TTR Missed:Rural South Desktop Support Low ResolvedNatural Resources

Remote Connectivity NoPerformance  0.00TIR:TIR Missed:NoneINC000000058703

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Server NoError  0.00TIR:TIR Missed:NoneINC000000058818

No  0.00TTR:TTR Missed:Rural South Desktop Support Medium ClosedNatural Resources

Server NoPerformance  0.33TIR:TIR Missed:NoneINC000000066847

No  0.33TTR:TTR Missed:Capitol Hosting Low ResolvedNatural Resources

Server NoError  0.00TIR:TIR Missed:ARCserve for NetWareINC000000069269



No  0.00TTR:TTR Missed:Rural Central Desktop Support Medium ResolvedNatural Resources

Telecom NoCall/Receive  0.26TIR:TIR Missed:NoneINC000000049282

No  249.20TTR:TTR Missed:Voice Operations Low ResolvedNatural Resources

Telecom NoNone  0.22TIR:TIR Missed:NoneINC000000056139

No  52.58TTR:TTR Missed:Voice Operations Low ClosedNatural Resources

Telecom NoNone  0.00TIR:TIR Missed:NoneINC000000058135

No  0.00TTR:TTR Missed:Voice Operations Low ClosedNatural Resources

Telecom NoDial Tone  0.35TIR:TIR Missed:NoneINC000000059341

No  0.49TTR:TTR Missed:Voice Operations Medium ClosedNatural Resources

Telecom NoDial Tone  0.29TIR:TIR Missed:NoneINC000000060383

No  14.39TTR:TTR Missed:Voice Operations Low ClosedNatural Resources

Telecom NoVoice Mail  0.00TIR:TIR Missed:Telephone ToolboxINC000000060435

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedNatural Resources

Telecom NoVoice Mail  0.17TIR:TIR Missed:NoneINC000000061392

No  18.71TTR:TTR Missed:Voice Operations Low ClosedNatural Resources

Telecom NoVoice Mail  0.11TIR:TIR Missed:NoneINC000000061686

No  0.19TTR:TTR Missed:Voice Operations Low ClosedNatural Resources

Telecom NoVoice Mail  0.38TIR:TIR Missed:NoneINC000000062005

No  0.84TTR:TTR Missed:Voice Operations Low ClosedNatural Resources

Telecom NoNone  0.00TIR:TIR Missed:NoneINC000000068788

No  0.00TTR:TTR Missed:Help Desk Low ResolvedNatural Resources

Telecom NoVoice Mail  0.27TIR:TIR Missed:NoneINC000000069444

No  0.31TTR:TTR Missed:Voice Operations Low ResolvedNatural Resources

Telecom NoVoice Mail  0.00TIR:TIR Missed:NoneINC000000069547

No  0.00TTR:TTR Missed:Help Desk Low ResolvedNatural Resources

Telecom NoVoice Mail  0.08TIR:TIR Missed:NoneINC000000070995

No  0.12TTR:TTR Missed:Voice Operations Low ResolvedNatural Resources

Wireless Connectivity NoError  0.79TIR:TIR Missed:NoneINC000000051586

No  196.04TTR:TTR Missed:Metro D North Desktop Support Low ResolvedNatural Resources


